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Abstract 
Objectives –This research paper aimed to investigate the effects of individual dimensions of 
service quality in creating and enhancing the customer loyalty through customer satisfaction. 
This research paper also aimed to investigate the direct effect of expertise on customer loyalty 
and moderating effect of expertise in the link between customer satisfaction and loyalty in 
banking industry especially consumer banking in Jakarta.  
Method – This research paper used paper based questionnaire and online free survey. The 
questionnaires were based on sample of 200 respondents that become bank users in Jakarta. The 
research methodologies used Cronbach’s Alpha, Pearson Correlation, Cross – Tabulation, One-
way ANOVA, simple linear regression, multiple regressions, and moderator regression.  
Findings - The research paper found that tangibles, responsiveness and assurance of service 
quality dimensions had positive relationship towards the customer loyalty through customer 
satisfaction; furthermore the expertise had no linear relationship to customer loyalty on direct 
effect while the expertise negatively moderated on the link between customer satisfaction and 
customer loyalty. 
Conclusion – Tangibles, responsiveness and assurance were strong predictors to customer 
satisfaction. Expertise did not have relationship on direct effect to customer loyalty; however 
expertise negatively moderated in the link between customer satisfaction and loyalty. Thus, 
banks should pay more attention to tangibles, responsiveness and assurance in order to increase 
the customer satisfaction and loyalty, while banks also should maintain their expert’s customers 
by assign senior staff and use more sophisticated equipment to expert customers to make them 
stay loyal 
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